Electronic Customer Relationship (e-CRM): a pulse on the retailing community / Engku Badrul Nizam Engku Abdul Rahman by Engku Abdul Rahman, Engku Badrul Nizam
UNIVERSITITEKNOLOGI MARA ' ' ' 
3 
ELECTRONIC CUSTOMER RELATIONSHIP (e-CRM): 
A PULSE ON THE RETAILING COMMUNITY 
Engku Badrul Nizam b. Engku Abdul Rahman 
2003361436 
Thesis submitted in fulfillment of the requirements for Bachelor of 
Science (Hons) Information System Engineering 
FACULTY OF INFORMATION TECHNOLOGY AND 
QUANTITATIVE SCIENCES 
UNIVERSITI TEKNOLOGI MARA 
SHAH ALAM 
November 2005 
APPROVAL 
ELECTRONIC CUSTOMER RELATIONSHIP (e-CRM): 
A PULSE ON THE RETAILING COMMUNITY 
By 
Engku Badrul Nizam b. Engku Abdul Rahman 
This thesis was prepared under the supervision of supervisor, Encik 
Shamsudin Bin Md. Sarif It was submitted to the Faculty of Information 
Technology and Quantitative Science and accepted as partial fulfillment of 
the requirement for the degree of Bachelor of Science (Hons.) In Information 
System Engineering 
APPROVED BY: 
EN SHAMSUDIN BIN MD SARffi. 
SIGNATURE: 
DATE: 
n 
DECLARATION 
I, Engku Badrul Nizam b. Engku Abdul Rahman (I/C number: 810715-11-
5501) hereby declare that this work has not previously been accepted in 
substance for any degree, locally or oversea, and is not being concurrently 
submitted for this degree or any degrees. This research paper also is the result 
of my independent work and investigation, except for quotes and summary 
that each of which their source are mentioned. 
Engku Badrul Nizam b. Engku Abdul Rahman 
2003361436 
November, 2005 
ui 
ACKNOWLEDGEMENT 
• ^ 
JiJ 
First of all, I would like to express our gratitude to Almighty God as for His 
Omnipotence and Merciful that led me the way to the completion of this thesis. After 
a thorough hard works and patience that He gave us, this thesis could be done 
smoothly with little limitations. 
Upon completing this final year project 2005, I would like to take this 
opportunity to express our deep gratitude to all the people who were involved in 
assisting me completing this thesis. I would like to convey my appreciation Mr. 
Shamsudin Md. Sarif who acts as my mentor and my supervisor for the paramount 
patience and guidance throughout the whole process in completion of this research. 
This research cannot be completed without his advice and encouragement. 
Not to be forgotten is the lovely Mrs. Wan Nor Amalina Wan Hariri, our 
lecturer for this subject, for her helpful information and comment. Also I would like 
to take this opportunity to wish her a happy and a prosperous life. I also like to thank 
you Prof Datin Dr. Noor Habibah Hj Arshad for being so kind in guiding us. 
To, my beloved families who are always understand my busy schedule and 
being really supportive to my thesis. Last but not least; to all the people who had 
assisted me directly and indirectly in completing the thesis, thanks you for your help 
and contributions. 
IV 
ABSTRACT 
e-CRM is an Electronic Customer Relations Management solution, 
specifically designed and developed to suit all front and back office needs. e-CRM 
will assist in maintaining and organizing all sales leads, customer base information, 
list of products, quotation generating and tracking and competitor analysis. With e-
CRM, organizations can have instant access to up-to-date information and all the 
latest on-goings of the organization, at anytime and anywhere. 
This system is made to facilitate retaining existing customers, and also broadens 
organization's prospects in the current challenging global market. It is fully equipped 
with the latest technology to vastly enhance organizations' competitive advantage, 
while maximizing overall operational efficiency and substantially reducing 
unnecessary overhead costs. e-CRM enables organizations to foster a more fruitful 
relationship with their customer, while simultaneously monitoring and boost 
customers' satisfaction of the products and services. This research will investigate the 
implementation of e-CRM by the main retailing sector in Malaysia, focusing on area 
of Klang valley. The issues such as the way of implementation, risks, risks 
management and customers feedback will be discusses by the researcher. The 
recommendation about the implementation also included upon this research. 
